Dynamic environment forces companies to develop new approaches to establishing objectives and to develop management practices. Apart from doing profit-making activities, companies are forced to undertake activities aiming at their long-term sustainable development. As a result of deregulation and globalization, the banking sector had to accept the postulations of sustainable development and to keep their position on the market through establishing lasting relationships with customers, environment organizations, employees and a local community. The main goal of this paper is to explore implications of sustainability on the banking sector. Based on the research on the sample of 33 bank managers, the paper is trying to find out whether there are similarities in sustainability aspects in the banking sectors of Poland and Croatia. The findings of the papers suggest that banks in Poland express stronger need to take into account the environmental, social and economic concerns comparing to banks in Croatia.
Introduction
The overall economic collapse which started in 2007, had a strong impact on all segments of business and social life. The competitive battle on the market has become harder than ever because increasing domestic and international competition resulted in a large offer in some economic areas. On the other hand, there is decreasing demand caused by unfavourable economic conditions and consumer pessimism. Therefore, companies should take more effort to survive on the market. They have to define a strategy that could position them in front of other market subjects. As the global raise in environmental and social concern forced companies to express greater attention toward environmental protection and toward society as well, numerous "smart" companies used this concept to create their competitiveness on the market. The process of making sustainable development an important issue on the world stage started in 1987 with the report by the United Nation`s Brundtland Commission. The Commission identified a number of "common challenges" facing the Earth, such as: population and human resources, food security, species and ecosystems, energy, industrial development and urbanization. Accordingly, Goes et al. 1 note that the term sustainability, generally means that the "environmental management"
manages the environmental resources in order to save them, thereby ensuring that future generations find an environment compatible with their needs. On the other hand, Bebbington 2 draws attention to making equal sustainable development a "good environmental management".
Hopwood et al. 3 point it out, in contrast to the predominant outlook of the last hundred years that has been based on the lack of balance between socio-economic and environmental policies.
Stefanescu et al. 4 argue that this new concept of human development implies the establishment of a suitable economic policy, monitoring it and encouraging investment and savings. Particularly, the banking system could contribute to making the growth sustainable. Montes 5 investigates the example of a bank which is an alternative "socially responsible" bank that specializes in financing environmentally profitable projects.
The main goal of this paper is to explore the implications of the sustainability on the sector where competition has a specific character due to a particular role of public trust -that is the banking sector. The authors of the paper used banking sectors of Poland and Croatia to find out whether there were similarities between these sectors in two countries in transition that came from the same socio-political constitution. The former already is a EU member while the latter is the EU candidate in the last phase of negotiation.
The paper begins with a short theoretical background where the authors give the insight into the concept of the sustainable development and the activities that institutions are forced to undertake when they aim at their long-term sustainable development. The paper analyzes economic, ecological and social dimensions of sustainable development. The short overview of the Polish and Croatian banking sectors with the emphasis on sustainable development activities is presented.
Then, the results of the study on the sustainability aspects in the banking sectors of Poland and Croatia are discussed. Focusing on the financial sector whose institutions are of public trust and cannot be engaged in a fierce struggle for the position the market, this paper gives us insight into some non-material factors such as relations with various market subjects (customers, employees, ecology and social pressure groups as well as local communities) where banks can obtain their competitive advantage. They are unique, difficult to imitate and are characterized by a limited substitution because they are based on trust and emotions as well as they are not subject to ownership, therefore they cannot be traded.
The concept of sustainability
The meaning of the concepts of "sustainable development" and "sustainability" is very complex in nature, and they are still the topics of many scientific debates. Nowadays, it is often emphasized that an enterprise performs several roles on the market.
According to Drucker, there are three main tasks that any management has to perform, i.e. to meet economic objectives, to ensure the productivity of work and the satisfaction of workers, and to manage social impacts and discharge social responsibilities. He indicates that "free enterprise cannot be justified as being good for business; it can be justified only as being good for society" 9 . Therefore, enterprises should contribute to the environment, and fulfill social and ecological objectives along the economic ones.
Apart from profit-making activities, enterprises are forced to undertake the activities aiming at their long-term sustainable development. Such a situation is forced by growing pressure from demanding customers, local and government authorities or community organizations, technological progress, new regulations, globalisation, or media attention. Enterprises take into account long-term interests of their stakeholders. Therefore, they voluntarily incorporate social and environmental aspects into their daily activities and relations with their stakeholders. However, every enterprise applies this idea in its own way depending on its competencies, resources, kinds of stakeholders, and even its cultural traditions or social and environmental situation of the area where it operates 10 . This approach refers to the Lisbon strategy set at the Lisbon Summit in 2000 which was supposed to transform Europe into the most competitive and dynamic knowledge-based economy in the world, capable of sustained and sustainable economic growth, with more jobs and greater social cohesion. As a result of inefficient activities and the world's economic crisis, this strategy failed to achieve its aims and the new Europe 2020 strategy was launched in March 2010.
The Europe 2020 strategy puts forward three mutually reinforcing and interdependent priorities to be implemented through concrete actions at the EU and national levels:
1) smart growth realized by fostering knowledge, innovation, education and digital society;
2) sustainable growth making production more resource efficient while boosting competitiveness;
3) inclusive growth referring to raising participation in the labour market, the acquisition of skills and the fight against poverty.
Although enterprises are frequently pressurized to improve financial performance, they cannot limit their activities in making profit and increasing their market value. Managers cannot favour the interests of their enterprise and its shareholders more than the interests of other stakeholders. 
Economic, ecological and social dimensions of sustainable development
Sustainable development on the micro scale covers company development as the result from undertaking activities in economic, ecological and social dimensions.
Economic dimension relates to the transformation into a competitive and dynamic knowledge-based economy, assuming that knowledge, being the most valuable asset, is the key to competitiveness. It relates to pursuing economic goals in the long term while satisfying customers' needs lawfully and ethically. It also takes account of the side effects of undertaken decisions. For an enterprise, the economic aspect means the need for creating and managing relations with customers and employees considering ethics and legal regulations 14 . Thus, the enterprise is able to provide itself and its owners with long-term interests. The enterprise cannot be engaged in the protection of the environment or supporting charities if these activities hinder its financial liquidity. Social responsibility cannot disregard economic limits.
Ecological dimension focuses on the environmental protection issues, since the longterm development of enterprises may be hindered by environmental degradation. This aspect relates to business activities conducted in accordance with ecological requirements, as well as supporting ecological organizations and campaigns. Also, ecologically sustainable development means the application of responsible practices relating to managing natural resources in the production process 15 . A company should not only follow environmental protection regulations, but also undertake ecological initiatives in order to create better future for next generations.
Ecologically sustainable development also involves streamlined production processes, efficient waste management and the recognition of consequences of undertaken activities, shown through the attention devoted to the needs and well-being of future generations. The aspects that should be emphasized include the assessment of the use of air-conditioning in office space, the choice of heating systems (conventional heating, solar panels), the choice of window frames, electricity management in office space (the use of daylight, installation of motion detectors and time lag switches in frequently used areas, the use of energy saving lighting), water use management, waste management, etc. Studies indicate that a 20% reduction in energy use turns into better financial performance to the same extent as a 5% increase in turnover 16 . Therefore, even a modest increase in energy and water use efficiency can significantly influence the environment and improve a company's financial performance.
Social dimension involves directing attention to employees, improving their qualifications, conducting active employment policies, and promoting the welfare of employees. This aspect includes social commitment realized through supporting charities and maintaining relationships with a local community 17 . Another important aspect is preventing social exclusion by providing jobs and education, medical care, or combating discrimination. Charities should be supported according to the following rules 18 :
1. The best recipients of donation should be chosen as far as the use of means for particular social goals is concerned.
2. Other donators should be attracted. Charity organizations cooperate with business partners, i.e. suppliers, consumers, non-governmental organizations, thus accumulating financial means, gathering more information and improving communication. Thus, social goals are worked towards more effectively.
3. The situation of donation recipients should be improved. It can be improved especially when a company is able to integrate its acts of charity with its business activity, as is the case with companies operating in modern technologies, medical and food sectors.
These sectors enable donated people to broaden their knowledge and improve their health. They also increase the demand for their services and goods.
4. Innovations should be developed and introduced. Resources, financial power and skilled staff enable companies to develop and introduce significant innovations, which can be used to attain social goals.
The short overview of the Polish and Croatian banking sectors' situation
Within the last two decades, the banking sector in Poland has undergone dynamic changes. However, despite the world financial crisis, the Polish banking sector recorded an increase in assets by 7.3% in 2009. Table 1 shows the biggest banks in Poland. 32 commercial banks deal both with the retail market and the credit market, and 2 savings banks deal with the retail market only. Table 2 shows the largest banks in Croatia. It is obvious that the five largest banks accounted for a high 76% of the total assets (concentration ratio C5) suggesting a significant system concentration, typical of smaller countries and countries that have undergone transition The analysis of the market showed the similar situation to other transitioning countries concerned. The research showed that items related to cleanness were rated high, but services and customers' orientation were given the lowest mark.
Sustainable development activities in the banking sectors in Poland and Croatia
The popularization of the sustainable development idea led to the situation that banks In order to remain competitive in the ecologically aware world the banks apply an active environmental protection management system 29 . This system requires from banks to save energy, reduce paper use, make use of paperless cash turnover and offer environmentally-friendly banking. These activities also include offering preferential interest rates for credit borrowers who intend to use solar energy, or encouraging borrowers to apply environmentally-friendly management systems.
As the leading bank in Croatia, Zagrebačka banka has been continuously strengthening its profile as a bank focused on the three core areas of acting sustainably: environmental protection, The price of an offer is complex. Profit from a deposit depends not only on its nominal interest rate (the most distinctive parameter for customers), but also on the way in which interests are calculated or when they are paid. This information is often given in fine print as "footnotes marked with an asterisk" 33 . The interest rate does not always reflect the real value of an offer.
Banks tend to use phrases such as 'up to 10%', when such a rate is accessible only to a select group of customers, who are able to deposit considerable amount of money, or it refers to the last three months of a 12 month saving period. An average addressee of the offer is not informed about the existing threshold conditions. On the basis of the above examples it is possible to conclude that banks provide their customers with unreliable information, even though reliable information is to be one of the main tools used for creating the image of a trustworthy institution.
Customers' trust in banks and the whole banking system suffers when they get insufficient information or no information at all about additional charges, or conditions to be satisfied in order to take advantage of bank special offers.
In Poland, the above-described practices were particularly noticeable in the autumn of 2008, when media started reporting the world's economic crisis. We must bear in mind,
however, that ethical practices may determine the lasting customer confidence especially during a crisis. Customers soon started to receive banks' offers of attractive deposits. The Poles lost their trust in banks as a result of sudden toughening of terms and conditions of credits. Siwek and Sadowski 34 divided banks into four groups:
1. Banks which introduced new rates or requirements regarding credit rating and down payment for all customers, i.e. both the new ones and the ones whose applications were being processed, and even those customers who obtained positive credit decisions.
Such conduct of banks caused heavy losses for customers.
2. Banks, which changed the rules for customers whose applications were being processed, but offered them preferential terms.
3. Banks, which changed conditions instantly, but only for new customers.
4. Banks, which did not change conditions for customers whose applications, had already been registered, and gave time to new customers so that they could apply according to previous rules.
According to financial analysts, Bank Millenium was an example for the first group. At first, the bank decided to adhere to the previous rules of granting credits for credit applications, which were being processed. However, new rules applied to all customers who had not signed credit agreements (although they had obtained credit decisions) following a later decision. The new rules concerned an increase in compulsory down payment to 20% for mortgage loan in zlotys, and 30% for mortgage loans in foreign currency, an increase in margins, and the shortening of a mortgage loan period to 35 years. Nordea Bank acted in a similar way, although previous rules applied to those customers who obtained credit decisions, too. Polbank belonged to the second group. The bank divided its customers into three groups: customers who had received final decisions, customers who had received initial decisions, and those who had not received
any decisions yet. As far as the first group was concerned, the bank adhered to the previous rules of granting credits; towards the second group the bank adhered to the rules of calculating the amount of credit, but changed price conditions; the third group was offered completely new conditions regarding the calculation of credit capacity (the amount of credit) and price conditions. This group comprised also mBank and Multi Bank, which introduced a smaller increase for customers whose applications were being processed, and a bigger increase for new customers. Among banks, which did not change the rules of granting credits for processed applications, were ING Bank Śląski, PKO BP and Reiffeisen Bank. Kredyt Bank and GE Money Bank were even more favorable to their customers. They did not change conditions for customers who had applied, and they also granted a transitional period for new customers, who could apply for credits on the same basis as before. As there was no analysis of banks behavior during the crisis in Croatia, only secondary data analysis gave suggestions that banks in Croatia belong to the first group of banks. In other words, with the development of crisis banks in Croatia introduced new rates or requirements regarding credit rating and down payment for all customers, i.e. both new and those whose applications were being processed, and even those customers who obtained positive credit decisions.
It is clear from the above facts that when making decisions about providing services during crisis the banks differ in terms of their concern for the customer and customer relationships. It can be assumed that the banks' behaviour will influence their future cooperation with customers and their decisions. Undoubtedly, the bank's behaviour in everyday situations, and especially in times of uncertainty, determines the customers' trust in banks. The banks which change decisions at the last moment signal to their customers that they do not deserve being trusted in.
On the basis of the above examples it is possible to conclude that banks are aware of the necessity of undertaking socially responsible activities. All activities by banks performed as a part of the social responsibility concept certainly strengthen their customer loyalty, and reduce their willingness to transfer to another bank, which is particularly important in times of the crisis and uncertainty on the market. Nevertheless, banks may fail in their efforts to support large-scale charity or ecological campaigns if they fail to maintain proper everyday contacts with their customers and act unethically. This has to be remembered especially during recession.
Activities done as a part of sustainable development are effective if they are integrated and done skillfully.
Methodology

The data
The study focused on the banking sector in Poland and Croatia. In order to achieve as high response rate as possible, the study was conducted in the group of regional managers in 
The questionnaire design
The questionnaire consisted of three sections: Section (1) devoted to environmental aspect of the banks' performance, Section (2) related to social aspect of the banks' performance, and A five-point Likert format was used to assess the level of commitments of managers to the various statements used in this section. The five-point scale ranged from 1 = strongly disagree to 5 = strongly agree.
Analysis
The collected data were analysed using SPSS. Except from the descriptive statistics calculations, testing the reliability with Cronbach's Alpha coefficient was conducted. Since data were not normally distributed, the Mann-Whitney U test between the pair of groups was performed in an order to find out which of the groups were statistically significantly different from one another. The conventional significance level of 0,05 (p) was used.
Results and discussion
The sample mostly consists of large banks (83.3 percent of the sample), which have been operating for more than 12 years on the market. In order to find out the average perceptions of different aspects of the environmental, social and economic responsibility of banks included in the sample the descriptive statistics calculations were used. Table 3 shows the statements which have got the highest mean values for key sustainability dimensions. The mean score for almost all the environmental aspects suggests environmentally irresponsible behaviour among the banks in Poland and Croatia. Namely, on the scale from 1 to 5, there are only three environmental items above 4.00. However, the explanation of the companies' taking care about those environmental issues could be twofold and connected to cost reduction instead of environmental concerns. The analysis of the economic and social aspects of the sustainable development of banks shows that respondents are fully aware of the importance of those aspects of their performance. As sample consists of banks from two different countries, the Mann-Whitney U tests between the banks on the Polish and on the Croatian market was performed in order to find out which of the groups are significantly different according to all aspects of sustainable development (Table 4 ). It is obvious that the banks in Poland have realized the importance of the environment, as it is increasingly reflected in their strategies and daily business operations. In all three environmental items, the effect size (related to the difference between two observed groups, the Polish and Croatian banks) is moderate. Those environmental activities have increased their profitability while lowering costs and offering better quality in all business activities.
A Mann Whitney U test also revealed statistically significant difference of the social impact that banks have on the society and on the communities within which they operate. Again, the banks in Poland expressed increasingly stronger need to take into account the environmental and social issues comparing to the banks in Croatia.
Concerning the last of the three key sustainability areas, the Mann-Whitney U tests between the pairs of groups showed that the banks in Poland have a wider range of economic impact than banks in Croatia. It is obvious that a medium to large effect size was considered 35 in all cases.
Conclusively, all the analyzed aspects of environmental concern of banks suggest that the banks in Poland have stronger relationship with customer than the banks from Croatia and that employees in the Polish banks present stronger commitment to their clients. Therefore, the findings of this study are important for bank managers because they can give them directions on which areas they have to focus their business operations. Moreover, the findings suggest what are the areas where the banks' employee training programmes should be implemented.
Conclusions
Nowadays, it should be emphasised that companies focusing on profits often ignore ethical, social and environmental issues in their business. However, the development of the concept of sustainability makes them increasingly more focused on complying with standards of social, environmental and ethical responsibility. As confidence is the basic prerequisite of banks' operations, they are forced to obtain a long-term and high quality relationship with clients, their stakeholders, local communities in which they are active and their employees as well. Relations with bank customers and other institutions playing social functions are perceived as an effective way to create the bank's image, their customers' and other partners' trust and, consequently, to build their long term market position. Owing to this fact, banks tend to undertake activities aiming at creating a better society and a cleaner environment.
Unfortunately, the organisations often remember about the idea of sustainable development only in times of crisis and recession, in order to quickly restore their customers' confidence and boost their credibility. It should be noted, however, that achieving these benefits is only possible in the longer term. The banks' image, the way they are perceived by others are the result of actions carried out consistently over time. In this way the concept of sustainable development cannot be treated as a remedy to a temporary banks' failure. It should be well understood, planned and consistently implemented in the longer term.
